ANALISIS PENGARUH CUSTOMER EXPERIENCE MANAGEMENT TERHADAP BRAND TRUST DAN DAMPAKNYA TERHADAP CUSTOMER LOYALTY MARIELLE SKIN CARE by AGUNG PUTRI ISKANDAR, STEFANIE & Nasir, S.E., M.M., Muhadjir
Abstrak 
 
Penelitian ini dilakukan di PT Marielle Skin Care, sebuah perusahaan yang bergerak di bidang 
kecantikan. Tujuan dari penelitian ini adalah untuk mengetahui seberapa besar pengaruh dari 
Customer Experience Management  terhadap Brand Trust, serta dampaknya terhadap Customer 
Loyalty pada Marielle Skin Care. Seluruh pelanggan Marielle Skin Care digunakan sebagai objek 
penelitian. Data diperoleh dengan menyebar kuisioner kepada responden dengan menggunakan 
time horizon cross sectional. Data yang telah dikumpulkan kemudian diolah menggunakan 
pendekatan Path Analysis sebagai metode analisis. Berdasarkan hasil penelitian, diketahui bahwa 
Customer Experience Management memberikan pengaruh secara parsial dan signifikan terhadap 
Brand Trust, sedangkan Brand Trust memberikan pengaruh secara parsial dan signifikan. 
Kemudian, Brand Trust diketahui memberikan pengaruh parsial dan signifikan terhadap 
Customer Loyalty, sehingga diketahui Customer Experience Management berpengaruh 
signifikan mendukung Customer Loyalty. Dapat disimpulkan bawah Customer Experience 
Management memiliki kontribusi signifikan terhadap Brand Trust dan berdampak signifikan 
terhadap Customer Loyalty. Sehingga, apabila perusahaan hendak mempertahankan dan 
meningkatkan Customer Loyalty di dalam perusahaan maka perusahaan perlu meningkatkan 
Customer Experience Management dan tingkat Brand Trust terlebih dahulu.  
 




This research was conducted at PT Marielle Skin Care, a company engaged in the field of 
beauty. The purpose of this study is to determine how much influence of Customer Experience 
Management to Brand Trust, as well as their impact on Customer Loyalty Marielle Skin Care. 
All customers Skin Care Marielle used as an object of research. Data obtained by questionnaire 
respondents spread using cross sectional time horizon. The data have been collected and 
processed using path analysis approach as a method of analysis. Based on this research, it is 
known that the Customer Experience Management provides partial and significant influence on 
Brand Trust, Brand Trust while providing partial and significant influence. Later, Brand Trust 
and known to provide significant partial effect on Customer Loyalty, Customer Experience 
Management to note significant support Customer Loyalty. Can be summed up under Customer 
Experience Management has contributed significantly to the Brand Trust and significant impact 
on Customer Loyalty. So, if the company wishes to maintain and improve Customer Loyalty in 
the company then the company needs to improve Customer Experience Management and Brand 
Trust level first. 
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